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Key Performance Indicators
1. Scope
1.1 This schedule sets out the Key Performance Indicators (“KPIs”) by which the Suppliers overall framework performance shall be monitored and performance that fails to meet the KPIs/SLA’s trends be identified. 
 
1.2 Performance will be managed in two, inter-linked ways:

1.2.1 at Framework level by the Authority. 
1.2.2 at Contract level by the Contracting Body receiving the Services 
2. Principles 
2.1 The objectives of this Framework Schedule 8 are to:
2.1.1 ensure that the Services are delivered to a consistent quality standard that meet the requirements of the Authority and the Contracting Body
2.1.2 provide a mechanism whereby the Authority can understand the level of performance per Services delivered, and quickly identify performance issues or failures to enable corrective action plans to be developed and deployed;
2.1.3 create a platform to enable continuous improvement in the levels of Service provided to the Contracting Body and thereby enhance and increase value for money.

3. Key Performance Indicators
3.1 The Authority reserves the right to change the listed Key Performance Indicators (KPIs) from time to time during the Agreement Term via the FRAMEWORK AGREEMENT VARIATION PROCEDURE. 
3.2 The Supplier shall use all reasonable endeavours to meet the KPI Targets identified in paragraph 3.3 & 3.4 below.
3.3 The KPIs from which performance will be reported against are set out below: 
	Service Level
	KPI Target to be Achieved
	Measured by

	1. Quality of Services 
	
	

	1.1) User Survey Score
	90%
	Based on overall average score of User Feedback Survey issued at the end of each intervention.

	2. Customer Care
	
	

	2.1) Contracting Bodies’ Queries
	100%
	Response to Contracting Bodies by telephone or in writing (electronic or post) to be given within two (2) Working Days

	2.2) Contracting Bodies’ Complaints 
	100%
	Acknowledgement of a complaint within one (1) Working Day of receipt.

	2.3) Contracting Bodies’ Complaints resolution
	100%
	Resolution within 10 working days of the Contracting Bodies’ complaints. The Supplier to send a progress report to the Contracting Body each Working Day the complaint remains open/unresolved. 



3.4 The Authority reserves the right to issue their own Customer Feedback Questionnaire in an appropriate format which the Supplier shall then utilise.
3.5 The KPIs from which specific performance will be reported against are set out below: 

	SLA
	Low Complexity
As agreed with the Contracting Body in advance of call off. See 7.6 of the Contract.
	Medium Complexity
	High Complexity

	Upon receipt of requirements from ECC or the commissioning partner, a quotation must be issued within
	3 working days
	5 working days 
	10 working days

	On acceptance of final quotation by ECC or commissioning partner, work must start within 
	3 working days or as otherwise defined within the requirements
	5 working days or as otherwise defined within the requirements 
	10 working days or as otherwise defined within the requirements

	Issues relating to Performance, Service Delivery or Contractual Matters raised by ECC or the commissioning partner must be acknowledged and a plan for resolution timescale to be provided within 
	3 working days 
	5 working days
	10 working days

	Work packages must be completed within timescales quoted, unless agreed by all parties that adjusting the timescale is justified.
	On time/Not on time
	On time/Not on time
	On time/Not on time

	At the end of the project is the outcome to the satisfaction of the Customer. Has it been delivered to the specification and within the quotation.
	Met/Not Met
	Met/Not Met
	Met/Not Met



3.6 Management reports are to be provided to the Authority on a quarterly basis on the 30th of the Month. Reporting must be against each of the KPIs and SLAs listed above in a format as required by the Authority.

4. Remedies for Failure to Achieve KPIs 
0. Without prejudice to any other rights or remedies arising under this Framework Agreement if the Supplier fails to achieve any of the KPI Targets in accordance with paragraph 3 above on any one or more occasions, the Supplier acknowledges and agrees that the Contracting body shall have the right to exercise (in its absolute sole discretion) all or any of the following remedial actions set out in paragraphs 4.2 to 4.7 below.
0. The Authority shall be entitled to require the Supplier, and the Supplier agrees to prepare and provide to the Authority, an improvement plan within twenty (20) Days of a written request by the Authority for such improvement plan. The Authority shall be entitled to approve such improvement plan and require that the Supplier implement such improvement plan as soon as reasonably practicable.
0. The Authority shall be entitled to require the Supplier, and the Supplier agrees to attend, within a reasonable time one (1) or more meetings at the request of the Authority in order to agree the improvement plan.
0. The Authority shall be entitled to serve an improvement notice on the Supplier and the Supplier shall implement such requirements for improvement as set out in the improvement notice at no additional cost to the Contracting Body.
0. The Authority shall be entitled to suspend the Supplier from entering into any Contract(s) with any Contracting Body until such time as, in the Authority’s absolute sole discretion, the Authority is satisfied that the Supplier has implemented such requirements for improvement as set out in the improvement notice and/or implemented an improvement plan submitted pursuant to paragraph 4.2 above and approved by the Authority.
0. In the event that the Authority has, in its absolute sole discretion, invoked one or more of the remedies set out in paragraphs 4.2 to 4.5 above and the Supplier either:
0. fails to implement such requirements for improvement as set out in the improvement notice; and/or
0. fails to implement an improvement plan approved by the Authority pursuant to paragraph 4.2; and/or
0. fails to comply with any reasonable request made by the Authority within such reasonable timescales as have been specified by the Authority; or
0. does comply with such requests made by the Authority within such reasonable timescales as have been specified by the Authority but the Supplier fails to achieve any of the KPI Targets on any three (3) occasions over that financial year,
then (without prejudice to any other rights and remedies of termination provided for in the Framework Agreement the Authority shall be entitled to terminate this Framework Agreement giving one months’ (30 days) notice in writing.
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